food and Beverage 


Service Operation 





INTRODUCTION 


This Unit gives and insight about the points to be 
followed while performing Food and Beverage service 
operation in a restaurant. In the first Session, students 
will learn about the importance of welcoming, receiving 
and seating guests. The first task that a waiter or steward 
performs after seating the guests is serving water or 
welcome drink to them. The students will also learn 
about receiving guest reservations at the restaurant. 

The second Session deals with the procedures to be 
followed for taking food and beverage order from the 
guests. The students will learn about the importance of 
anticipating the guests’ needs and procedure of placing 
an order at the bar and kitchen, timing of service and 
assisting the steward or captain in case of a clarification. 
The importance of menu card, the sections it is divided 
into and the way it is presented to the guests have also 
been dealt with in the Session. The students will also 
learn about the classification of menu on the basis of 
criteria like pricing, use and meal. The Session also 
explains the different promotion and selling techniques 
adopted in the restaurant. 

In the last Session, the students will learn about the 
thumb rules to be followed while collecting the order 
from the kitchen and crumbing. They will also learn 


about handling CCG (Cutlery, Crockery and Glassware) 
while carrying the order, preparing the table for each 
course, responding to dissatisfied guests, selling after- 
dinner items, maintaining service and hygiene standards 
in the restaurant, and procedures of serving alcoholic 
beverages. 


SESSION 1: RECEIVING THE GUEST 


The sale of food and beverages at a restaurant can be 
increased by giving guests a warm welcome. Greeting 
and attending to the guests on arrival, during meal and 
while leaving the restaurant is important. Staff hygiene 
and grooming standards, their conduct and cleanliness 
on the restaurant premises are some important aspects 
that make the guests feel comfortable and give them a 
pleasant dining experience. 


Receiving, greeting and seating the guest 


Greeting and seating a guest are important in the 
restaurant business. These leave a positive impression 
on the guest about the restaurant and the staff 
working there. 


Receiving and greeting 


The following points must be kept in mind while 
receiving and greeting the guest in a restaurant. 

e Always greet the guest with a smile, making an 
eye contact. 

e Greet the guest according to the time of the day 
like ‘Good morning’, ‘Good afternoon’ or ‘Good 
evening’ and say, “Welcome to our restaurant”. 
One must say this within 30 seconds of the guest’s 
arrival. Always greet the ladies first. 

e Check if the guest has reserved a table by asking, 
“Do you have any reservation, sir or madam?” If 
guest says ‘yes’, ask “under what name” and “for 
how many people”. Check the reservation and 
get back to the guest by saying, “Certainly, sir 
or madam, you have booked for XYZ (number of 
persons). Your table for XYZ (number of persons) 
is ready.” 
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NOTES e Ifthe guest has not made a reservation, ask: “How 
many of you would like to be seated”. 

e In case of full occupancy, inform the guest about 
the same by saying “sorry”. Write down the 
guest’s name and assure that you would inform 
the person as soon as a suitable table is available. 

e If seats are available, ask the guest about the 
seat preference and ask, “Sir or madam, do you 
have a preference like sitting in a smoking or 
non-smoking area or near a window?” 

e Escort the guest to the table and say, “This way, 
please, sir or madam.” 


Seating 


Do’s 
The following points must be taken care of while seating 
the guests in a restaurant. 

e Common sense is important. Use a big roundtable 
or join two tables for a large number of guests, for 
example a family. 

e Allow the guests to sit according to their 
preference — in smoking or non-smoking zone, 
or near the window, etc. 

e Elderly or disabled guests must be seated at a 
place where moving is easier for them. 

e Make the guests feel comfortable by drawing out 
their chairs, especially for women, children and 
the elderly. 

e Parents must be helped while seating their 
children on high chairs. If such chairs are not 
available, then an additional cushion must be 
placed on the chairs for seating the children. 

e Help the children pull out the chairs and seat. 

e Keep wraps, parcels, jackets and other required 
items at their respective places. 

e When the guests are comfortably seated, 
place the menu card before them from the 
left or directly in front of each guest. Also, 
open its first page for convenience. One must not 
wave or flash the menu card. Fill the glasses of 
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each guest with water. Ask if they would like to 
have it cold or warm or a normal temperature. 


Don’ts 


Avoid the following while seating a guest. 


Seating the men before women and children 
Making rapid chair movements 

Incorrect handling of chair 

Ordering guests where to sit 

Showing irritation due to indecisiveness of some 
guests regarding seat selection 


Guest reservations 


Taking guest reservations involves greeting the guests 
in a friendly and polite way with a clear voice. Take 
down the required information from the guests. The 
reservation order is recorded in a booking sheet as 
shown in Table 4.1. 


Table 4.1: Example of booking sheet 


Restaurant XYZ 


Day: Customer’s name: 
Date: Telephone No.: 
Maximum covers: Covers: 
Arrival time: 
Special requirements: 
Smoking or non-smoking 
Signature 


SOPs for taking down reservations 


The standard operating procedures (SOPs) for taking 
down reservations are as follows. 


Answer the guest’s phone call and politely ask, 
“Good evening, sir or madam. How can I help you?” 
Acknowledge a reservation request by 

saying these. 

= “Certainly, sir or madam” 

= “Yes, of course sir or madam” 

Take reservation details by asking the following 
questions to the guest. 
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= “May I have your name, please?” 

= “When would you like to book your table?” (Ask 
the date and time.) 

= “A table for how many guests?” 

= “Where would you like to sit? Do you prefer 
a smoking area?” (applicable only when your 
restaurant has a separate smoking area) 

Check the reservation book by saying these. 

. “Please excuse me, sir or madam, while I check 
the reservations.” 

= “Allow me to put your call on hold for a 
moment please, sir or madam, while I check 
the availability.” 

= Get back to the guest’s call and say: 

“I am sorry to keep you waiting, sir or 

madam. May I have your mobile number 

please?” 

“Sorry to Keep you on hold, sir or madam.” 

Ask for any special requirement, such as if 

the person would like to have vegetarian or 

non-vegetarian food, vegan food, gluten-free food, 

or if the person is allergic to any food item. 

Read back the guest’s reservation and confirm 

the table reservation details. 

If a table is not available or booked, reply to the 

guest by saying: 

= “I am sorry, sir or madam. We do not have a 
table at that time. Would 2.30 pm be suitable 
instead? 

= | am sorry, sir or madam. We do not have a 
table available here at this time. But there is a 
table available at 9 o’clock in the night. Would 
that be suitable? 

Offer an alternative by saying, “May I help you 

reserve a table at our other restaurant instead?” 

You can also say, “Would you like to have lunch 

in the ‘work restaurant’, where we are having a 

buffet this afternoon, sir or madam.” 

Bid goodbye to the guest and say, “Thank you for 

calling, sir or madam. We look forward to see you 

then. Have a great day ahead.” 

Process for reconfirming a restaurant table 

reservation request. “Good morning, sir or madam. 
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This is ABC (say your name) from the restaurant 
speaking. I would like to reconfirm your reservation 
for a table for two (or any other number of visitors 
as requested by the guest) this afternoon at 2 
pm. Thank you for making the reservation. We 
look forward to serving you and your guest(s). 
If you have any other request or query, please let 
us know.” 


Procedure of serving water or welcome drink 
Serving water or welcome drink to the guest(s) is the 
first task performed by a waiter after receiving and 
seating the guests. 


Ask the guest for their preference of water 
(regular, aerated, mineral or spring). 

Regular water must be cold or at room 
temperature and poured from a clean jug into a 
clean glass. 

Use an underliner or waiter’s cloth to ensure that 
the condensed water does not spill on the table. 
Observe the guests for replenishment of water. 
Glasses must be refilled only when they are 
two-third empty. 

A bottle of mineral water must be opened in front 
of the guest and carried in a cane basket. After 
pouring the water from the bottle, it can be placed 
on the table. 





Activity 1 


Visit the restaurant of a hotel in your area and observe the 
process of receiving, greeting and seating the guests. Now, 
demonstrate the same in your class. 


Material required: pen, pencil and notebook 


Procedure 


Visit the restaurant of a hotel in your area. 

Talk to the manager there and observe the process of 
greeting, receiving and seating the guests. 

Take care of the do’s and don'ts. 

Prepare a report and demonstrate the same before 
your class. 
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Fig. 4.1: Always pour 
water into the guest’s 
glass from a clean jug. 





NOTES Activity 2 


Visit a restaurant in your city and observe the serving of water 
or welcome drinks to the guests. Prepare a chart, showing the 
various steps involved in serving water or welcome drink to 
guests. 


Material required: chart paper, notebook, pen, pencil, eraser etc. 


Procedure 

e Visit a restaurant in your city. 

e Observe waiters serving water or welcome drink to the 
guests and check whether the procedures are being 
followed by the waiters or not. 

e Prepare a chart, showing the various steps involved in 
serving water or welcome drink to guests, after the visit. 

e Demonstrate the same before the class. 


Check Your Progress 


A. Match the Columns 


(i) Beverages (a) With a smile on face 


(ii) Welcome guest (b) Cocktail 


(iii) Guest (c) Good morning’ or ‘Good 
reservations afternoon’ or ‘Good 
evening’ 


(iv) Greet the guest (d) Greeting guests ina 
friendly way with a 
clear voice 


B. Subjective Questions 


1. Write the procedures followed in greeting and seating 
a guest. 


2. Write the procedures followed in serving water or 
welcome drink to a guest in a restaurant. 


SESSION 2: TAKING FOOD AND BEVERAGE 
ORDER FROM GUESTS 


Menu or bill of fare 


Menu plays an important role in food and beverage 
service operation and helps increase the profit of 
a business. It offers a glimpse into the standard of 
the operation, how well the operation is organised 
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and managed. A menu or ‘bill of fare’ is a means of 
communication, informing what the caterer has to offer. 
Compilation of menu is one of the most important duties 
performed by a caterer — whether for establishments 
like restaurants aiming to earn a profit or for those 
working to a budget like hospitals and schools. 


Functions of menu 


e It provides the guests with a variety of food and 
Beverages to choose from. 

e Apart from listing the food and beverage items 
on offer, the menu also lists their prices, which 
helps the customers select and order food 
and beverages. 

e It briefly gives information about the ingredients 
used in preparing a particular dish or beverage 
and the way it has been prepared. 

e It acts as a helping tool for the kitchen staff in 
order to prepare mise-en-place, arrange equipment 
and staff required for its production. 


Sections of menu 


A menu, normally, has three sections — appetiser, main 
course and dessert. 


Appetiser 


It is the first course offered in the menu. Examples are 
soups, salads, smaller variations of main course dishes. 
The characteristics of an appetiser are as follows. 

e Smaller portion 

e Can be served hot or cold 

e Normally savoury 





Main course 


It, usually, follows the appetiser. Examples are 
grills, meats, platters, fish, vegetarian dishes 
and large salad bowls. The characteristics of 
main course are as follows. 
e Larger portion 
e Savoury : 
e Can be served hot or cold Fig. 4.3: Main course 
e Usually, expensive 
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Dessert 


It is, normally, the final course. Examples 
are ice creams, cakes, gateaux, fruits and 
cheese. The characteristics of a dessert are 
as follows. 

e Can be small or large in size 

e Sweet or savoury 

e Can be served hot or cold 





Menus may offer more sections. For 
example: 

e side orders 

e snacks or light meals 

e children’s meal 

e signature meal(s) 


Fig. 4.4: Dessert 


Classification of menu 





On the basis of price and listing On the basis of use On the basis of meal 
Table d’hotel (TDH) Fixed menu Breakfast 
A la carte (ALC) Cyclic menu Brunch (low tea) 
Combination Banquet menu Lunch 
High tea 


Afternoon tea 
Full or evening tea 
Dinner 
Supper 
Children’s meal 


Value meal 
Fig. 4.5: Classification of menu 


Classification of menu 


On the basis of price and listing 


A la carte 


It means multiple choice menu, in which the items are 
listed in sequence [meaning first the starters (vegetarian 
followed by non-vegetarian) are listed, followed by salad, 
main course, chapatis and naan choices, rice dishes, 
desserts, etc.] along with their respective prices. It offers 
a variety of dishes and is available in almost all hotels 
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and restaurants. The characteristics of a la carte menu 
are as follows. 
e It consists of three or more courses — one, two or 
three choices per course. 
e In most cases, an ala carte menu is a set with an 
all-inclusive price. 
e Itis, usually, offered during lunch hours. 
e There is an a la carte offer for themed lunches 
and dinners (Valentine’s Day, Easter, Christmas). 
e In conferences and banquets, choices are limited, 
depending on the number of people. 


Table d’hote menu 


Also known as ‘table of the host’, it refers to a menu 
offering limited choices, which is planned in advance 
for special functions or occasions like Christmas, New 
Year and banquets. In this type of menu, each dish is 
not individually priced but the complete meal is sold to 
the guest for a fixed price. Some hotels or restaurants 
offer a fixed menu for breakfast, lunch and dinner, 
which is generally, used in banquets and functions as 
buffet menu. The characteristics of Table d’hote menu 
are as follows. 
e It offers a variety options to the guests to 
select from. 
e All menu items are priced individually. 
e In most cases, the dishes are cooked as per 
the order. 
e The guests can consume several dishes 
depending on their choice. 


Combination menu 


It is a combination of one or more menu that offers 
an extensive list of complete meal packages and an 
extensive a la carte selection. 


On the basis of use 


Fixed menu 

Usually, found in coffee shops and QSR (Quick Service 
Restaurant) outlets, this menu is used consistently 
for over a longer time period as compared to cyclic or 
banquet menu. 
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Cyclic menu 


Inthistypeofmenu,varietyis provided to repetitive guests. 
It is, usually, self-operated, used in non-commercial 
operations and operated on a contractual basis like in 
schools, hospitals, etc. It is, usually, made for one to 
four weeks. 


Banquet menu 


It is an elaborate table d'hôte menu, offering more than 
four courses. It is, usually, used for events like marriage 
parties and other functions. 


On the basis of meal 


Breakfast menu 


The serving time of food and beverage as per this menu 
is 6-9 am. It includes fruits, juices, eggs, cereals, milk, 
tea and coffee. 


Brunch menu 


It refers to a meal that combines both breakfast and 
lunch, hence, the word ‘brunch’. It is one meal eaten 
late in the morning, in place of breakfast and lunch. It 
is informal in nature. Brunch is mostly taken on 
weekends and other holidays, when people tend to 
wake up a little late in the morning, thereby, skipping 
the breakfast. 


Lunch menu 


It is a meal eaten around mid-day. The serving time 
is 1 pm. It, usually, offers sandwiches, soups, salads 
and special items. It is, usually, lighter and less formal 
than dinner, which is considered to be the largest meal 
of the day. 


High tea menu 

It is a meal eaten late in the afternoon or early in the 
evening, typically, consisting of a cooked dish, bread 
and butter, and tea. 

Afternoon or evening tea menu 


It is a treat of sandwiches, cakes, pastries with a cup of 
tea or coffee. The serving time is 4 pm. 
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Dinner menu 


It, usually, offers elaborate dishes like steaks, roasts, 
chicken, sea food, pasta, cocktails, etc. It is also known 
as the main meal of the day eaten either in the middle 
of the day or in the evening. The serving time of dinner 
is 7-9 pm. 


Supper menu 


It refers to a light or informal evening meal. The serving 
time is 6-7 pm 


Accompaniments 


These are highly flavoured seasonings of various kinds 
offered with certain dishes. Accompaniments are 
complementary additions to the main ingredient of a 
meal. The objective of offering accompaniments with 
certain dishes is to improve the flavour of the food or to 
counteract its richness. Sometimes, an accompaniment 
also comes with a garnish of its own. 


Importance of accompaniments 


e Accompaniments are used to complement the 
main dish, for example chutneys, dips, etc. 

e These add variety to the food served and also 
improve the food’s nutritive value. 

e They give piquancy to the main dish. 

e Accompaniments improve the flavour, taste and 
colour of the dish served. 

e An accompaniment provides moistness to the 
main dish. 

e It helps digest the food easily. 


Accompaniments 









Potatoes Sauces and dips 


Vegetables 
(cooked or raw) 


Breads or rice 


Fig. 4.6: Type of accompaniments 
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Fruits, juices, wines, 
soft drinks 






Miscellaneous: pickles, 
wafers, gravies 





NOTES Table 4.2: Examples of accompaniments 


Menu item | Accompaniment 


Salad Oil and vinegar, vinaigrette, 
thousand island, Italian 
dressing, balsamic vinegar 
or mayonnaise 


Soups and salad Croutons 
Minestrone soup and Parmesan cheese 
pasta dishes 

Fish dishes Lemon wedges 
Oysters Tabasco sauce 
Fried fish Tartar sauce 
Roasted lamb Mint sauce or jelly 
Roasted turkey Cranberry sauce 
Irish stew Worcestershire sauce 
Grills Tomato ketchup 
Curries Chutney 

Chinese and Asian dishes Soy sauce 


Food additives 


Another term for food additives is food ingredients. Food 
additives are substances added to a food item for specific 
purposes during processing, storage or packaging. They 
are added to a food to achieve the desired appearance 
and taste. While cooking, specify the ingredients that 
are to be used to prepare a particular dish. A dish, 
therefore, is prepared by using a variety of ingredients 
like vegetables, fruits, red or white meat, fish, pulses, 
herbs and spices. 


Functions of food additives 


Food additives are classified by the functions they serve 
in food processing. 


Acidity regulation 
Acidity regulators, such as phosphates help control the 
pH levels of food items. 
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Anti-caking agents 


These keep solid food free-flowing in its original 
granular form. 


Colours 


They are used to balance and enhance the colour of a 
food item, and make them delectable. 


Food cultures 


Microbial food cultures exist in foods naturally or are 
added to provide acidification, texture and flavour. 


Emulsifiers, stabilisers and thickeners 


Emulsifiers help prevent oil and water mixture from 
separating. Food stabilisers help ingredients stay 
dispersed and suspended in a solution. Food thickeners 
enhance the texture of food items and give low fat or low 
calorie food items high fat or calorie texture. 


Firming agents 

These are used to help food items maintain their 
crisp quality. 

Flavours or flavour enhancers 


Flavours are added to food items to enhance the taste. 


Foaming and anti-foaming agent 


A foaming agent helps produce foam in a food item, 
while an anti-foaming agent reduces the formation of 
foam in liquids. 


Humectants 


These help in retaining moisture of food items. 


Preservatives 


These are added to food items to check spoilage and 
ensure that they are fit for consumption. Preservatives 
also help maintain the appearance, taste and texture of 
the food items. 


Sweeteners 


These add sweetness to food items and are often a 
low-to-no-calorie substitute for sugar. 
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Fig. 4.9: Boil 








TLE 
ing 


Methods of cooking 


Moist heat cooking 


In this method, a food item is heated by submerging it 
directly into a hot liquid or exposing it to steam. The 
following are the methods of cooking by moist heat. 


Poaching 


In this method, a food item is put in a liquid (mostly 
water) at a temperature between 160 and 180 °F. The 
surface of the liquid must show only a slight movement 
but no bubble. Do not allow the liquid to boil. This will 
cause the food item to get stringy and may even damage 
the texture of delicate food items. Poaching is done 
to prepare delicately flavoured food items that do not 
require long cooking hours to make them tender, such 
as eggs, fruits or fish. 


Steaming 


It involves transfer of heat by direct contact from steam 
to the food being cooked. In steaming, the food is placed 
in a basket above a boiling liquid in a covered utensil. 
This method produces tender, delicately flavoured foods, 
such as fish and vegetables, which do not require long 
cooking hours. Steaming tends to enhance the food’s 
natural flavour and helps retain its nutrients. 


Boiling 
This method involves the use of convection to transfer 


heat from a hot liquid to the food submerged, for example 
boiled eggs. 


Simmering 


In this method of cooking, the food is tenderised by 
submerging it in a liquid held at temperatures between 
185 and 205 °F. 


Dry heat cooking 


In this method, heat is transferred either directly by 
subjecting the food to flame or indirectly by surrounding 
it with hot air or fat. Following are some dry heat cooking 
methods. 
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Broiling 

This method uses radiant heat from an overhead source 
to cook food. The food to be broiled is placed on a 
pre-heated metal grate. Radiant heat from the overhead 
cooks the food, while the hot grate leaves crosshatch 
marks on the food item. 


Grilling 

In this method, the heat source is placed beneath the 
cooking surface. Grilled foods are often identified by 
crosshatch markings. 


Roasting and baking 


In this method, the food is cooked by dry heat air in a 
closed environment. 


Sautéing 

This method uses conduction to transfer heat from a hot 
sauté pan to the food. The fat must cover just the base 
of the pan. Heat the fat till it starts emitting smoke. The 
food to be cooked must be dry when added to the pan to 
promote browning and prevent excess spattering. The 
heat needs to be adjusted so that the food is cooked 
thoroughly. It must not be so hot that the outside of the 
food burns before the inside is cooked. 


Pan frying 

It shares similarities with sautéing and deep frying. In 
this method, heat is transferred by conduction from the 
pan to the food, using a moderate amount of fat. 


Deep frying 

It is a cooking method that uses convection to transfer 
heat to the food submerged in hot fat. The food to be 
deep fried is, usually, first coated in some kind batter 
or bread crumbs. 


Combination cooking methods 
Braising 
In this method, large pieces of meat are cooked. Enough 


liquid is added to cover one-third to half up the item 
being cooked. 
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Fig. 4.11: Baking 





Fig. 4.12: Deep frying 
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Stewing 


In this method, small pieces of meat are covered 
completely with liquid and simmered at a constant 
temperature until tender. The cooking time is, generally, 
shorter for stewing than for braising because the main 
items are smaller in size. 


Presenting the menu card 


The following points must be followed while presenting 
the menu card to the guests. 

e Present the menu card to each guest, if possible. 
Give it to the ladies first. 

e Do not present a damaged or torn menu card to 
the guest. 

e Check that the menu card is not upside down 
before offering it to the guest. 

e Open the first page of the menu card while offering 
it to the guest. 

e Hold the menu card from the upper part with 
your right hand and assist with your left hand at 
the bottom. 

e Present the menu card on the guest’s table from 
the left hand side. 

e Inform the guest that you will take the order when 
the person is ready with it. 

e Stand at a distance and observe the guest. 
Approach at appropriate time. 


Procedure of taking F&B order 


A Food and Beverage service attendant or food runner 
is responsible for collecting the guest’s order from the 
kitchen. After giving the guest 5-7 minutes to go through 
the menu, go to the person’s table and ask: 
“May I take your order, sir or madam?” 

Or 
“Are you ready to place your order, sir or madam?” 

Or 
“Would you like to have buffet or a la carte?” 
If the guest is not ready to place the order, then say: 
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“I’m sorry, sir or madam. I will come back for your order 
when you are ready.” 
In case of a la carte ask: 


“Would you like to place your order now?” 


Ask for more information like what would the 
guest like to start with, and enquire if the person 
would like variants of a dish, such as with or 
without cheese, etc. 

Suggest recommendations or house favourites. 
Note down the order systematically on the KOT 
(kitchen order ticket). 

Explain the dishes, method of cooking and degree 
of flavour to the guests like deep or stir fried, hot 
or extra spicy. 

Repeat the order with respective quantities, take 
back the menu card from the guest and put it 
in place. Also, inform the guest of the estimated 
serving time. 


Handling situations while taking order 


The following points need to be kept in mind while 
handling problems with foods and drinks. 


Find out the reason behind the problem. 

Discuss and check with the concerned chef, 
restaurant supervisor or another colleague. 

Find out how long will it take to fix the problem. 
Explain about the problem to the customer and 
inform the person about the correction time. 
While apologising to the customer, be genuine, 
show concern and an understanding of the 
person’s feelings. Do not make excuses. The 
customer does not want to know whose fault it is. 
The person just wants it to be fixed. Give time for 
correcting the situation. 


Types of selling technique 


Suggestive selling 


Suggestive selling is planting the seed of choice, 
suggesting and offering options that the guest might 
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otherwise not be aware of or have thought about, for 
example suggesting olives, breads, starters, appetisers, 
side orders, dessert, coffee, etc. The following are 
some points that need to be taken care of while doing 
suggestive selling. 
e Always suggest aperitifs or drinks before the meal. 
e Present the wine list to the guest. 
e Always up-sell or promote branded drinks 
wherever possible. 
e Suggest double measures, if appropriate. 
e Up-sell popular dishes. 
e Always recommend appetisers whenever possible. 
e Recommend the dishes that go well together. 
e Recommend side dishes with the main course. 
e Present the dessert menu instead of just asking if 
the guest would like to have some dessert. 


Benefits of suggestive selling 


e It increases customer satisfaction as the person 
feels being taken care of. 

e It increases the profit of restaurant business. 

e The customer gets a more engaging experience, 
resulting in repeat visit to the restaurant. 

e More expensive items can be up-sold. 

e Extra items like food accompaniments can also 
be up-sold. 


Up-selling 

‘Up-selling’ is recommending a premium item. It will not 
only be more expensive but also be of better quality, for 
example up-selling house wine to one of the restaurant 
premium wines. Up-selling is also selling more in 
terms of quantity, as well as, quality. When up-selling 
measured spirits, the word ‘large’ as opposed to ‘double’ 
is used as double to the guest could mean double the 
price, which does not sound appealing. 


Pro-active selling 


It implies selling something to the guest before the 
person actually needs or wants it, for example asking 
if the guest would like to have another glass of beer or 
wine when some is still left in the glass. 
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Promoting F&B service 


Suggest your favourites 


Try as many dishes in the menu as you can and also tell 
the guests if you have tried the items. For example, say: 
“You will like the chicken momos here, sir or madam. It 
is one of my favourites here.” Be honest. Do not say that 
something is your favourite when it is not. 


Offer choices 


Offer choices to the guests. For example ask: “Would 
you like to have a slice of our popular cheesecake or our 
homemade pie for dessert, sir or madam?” 


Suggest the unique item 


People dine out to get a break from the mundane routine 
fare at home and most people do not know what they 
want to order when they arrive. Hence, suggest unique 
items on the menu to the guest. 


Suggest food and beverage that go together 


Suggest food and beverage items that go well together to 
the guests, for example soups and sandwiches, bacon 
and eggs, steak and baked potatoes, coffee and dessert. 


Compliment the guest’s choice 


Make the guest feel good about the choice the person 
has made even if one does not order the food item that 
you may have suggested. After you suggest and describe 
an item to the guest, ask if the person would like to have 
it. A way to do this is to describe some items and ask 
which one the guest would prefer: “A glass of cabernet 
sauvignon (white wine) or light merlot (red wine) would 
go well with your six-cheese lasagna. Which would you 
prefer, sir or madam?” 


Anticipating guests’ needs 


It is important for the F&B service staff to observe and 
understand the needs of the guest’s while attending to 
tables in a restaurant. A guest must be provided with 
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what one wants or needs even before asking for it. 
This makes the person feel welcomed and valued. At 
the time of greeting itself, the host must anticipate the 
guest’s needs. For instance, guests need a comfortable 
atmosphere and friendly service that is quick and 
efficient. Extra attention must be paid to senior 
citizens and children. Ensure that guests visiting the 
restaurant for a business meeting get adequate privacy. 
To anticipate the needs of a guest, ask the following 
questions. 

e Ifthe guest arrives with a child, ask if the person 
would like the child’s food to be served first. 

e In case there are guests celebrating a special 
occasion, offer to bring an appropriate beverage, 
dessert or other food item to make their meal 
more memorable and enjoyable. 


Procedure of placing orders at 
the bar and kitchen 


The food check or KOT system is of two types, depending 
on the organisation size and style of working. There are 
different checking methods followed for either of the two 
menu styles, namely triplicate and duplicate checking 
methods. 


Triplicate checking method 


This is the oldest and an effective method of placing bar 
and kitchen order, involving the preparation of three KOT 
copies. Each copy is of different colour and has similar 
information like serial number. After taking down the 
order on the first copy, the information is recorded on 
the second and last copy with the help of a carbon paper 
placed between them. Once the order is recorded on the 
KOT, the first copy is sent to the kitchen or dispense 
bar. This copy is used by the kitchen department for 
the preparation of the order as placed by the guest. The 
second copy is sent to the cashier for making a cheque 
or bill in two copies. The first copy of the bill is given 
to the guest and another is retained by the cashier. 
The cashier attaches the second copy of the KOT to the 
second copy of the bill and submits it along with the 
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sales summary to the F&B service controller by the end 
of the day. The waiter keeps the third copy of the KOT in 
the KOT book to ensure that the correct order sequence 
is followed while serving meal to the guests. 


Duplicate checking method 


In this method, the KOT is prepared with two copies 
having the same serial number and other information. 
It is, generally, used in quick service restaurants like 
cafes and small hotels. The first copy of the KOT is sent 
to the kitchen for preparing the order. When the waiter 
collects the order, the first copy is dropped into the 
control box for auditing by the control department. The 
second copy is kept by the waiter for reference and to 
follow the correct sequence of the order. 


Importance of service timing 


One of the common complaints of guests is the 
time they are kept waiting for the service or food 
or drinks in restaurants. The waiting time must be 
kept to a reasonable minimum between courses. The 
following are the reasons that show the importance of 
service timing. 

e Hungry or tired guests become impatient if food is 
not served on time. 

e To avoid stress, the F&B service staff take more 
serving time, especially, if there is more than one 
table to cater to, which makes the customers 
impatient. 

e A lot of time is taken by the food production staff 
to cook, especially, if it is an a la carte menu. 

Therefore, to provide quality service to customers, it 

is important to plan the timing of service. The following 
points must be looked into while planning the timing 
of service. 

e Time your greetings. 

e Time picking up drinks and food from the kitchen, 
service side board, etc. 

e Always practise with the time it takes to prepare 
a dish. 

e Serve all orders accurately. 
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Take the serving food time as 15 minutes and 
beverage as 3 minutes. 

Serve coffee or dessert after meals within 
3 minutes. 

Observe the guest to decide the time for presenting 
the bill. 

Deliver the bill to the guest within 2 minutes of 
clearing the table. 


Importance of steward or captain 


A steward or captain plays an important role in handling 
a guest with a problem or complaint. In case the guest 
faces an issue or problem, the person approaches the 
guest and does the following. 


The person asks: “Excuse me, sir or madam. 
May I help you?”, and listens with concern 
and empathy. 

The person stays calm and never argues with 
the guest. 

Being aware of the guest’s self-esteem, the person 
shows a personal interest in the problem. 

The person tells the guest what best can be done 
and offers choices. 

The person sets an approximate time for the 
completion of corrective actions. The person is 
specific but does not underestimate the time it 
will take to resolve the problem. 

The person also monitors the progress of the 
corrective action being taken to resolve the guest’s 
complaint. 

The person follows up if the problem has been 
resolved. Even if the complaint was resolved by 
someone else, this person contacts the guest to 
ensure if the problem was resolved satisfactorily. 





Activity 1 


Demonstrate presenting a menu card to a customer. 


Material required: pen, pencil, notepad, etc. 
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Procedure NOTES 


e Form groups of five students each. 

e Allow one group to perform the procedure of presenting a 
menu card to a customer. 

e The other groups will observe the first group and note 
down the mistakes that commonly occur while presenting 
the menu card to the customer and discuss the corrections 
that are needed to be made. 

e The activity is performed by the other groups as well. 


Activity 2 


Visit a restaurant in your city and observe the F&B services 
being offered to the guests there. 


Material required: pen, pencil, notebook etc. 


Procedure 
e Visit a restaurant in your city. 
e Observe the following activities. 
= Food and beverage order taking procedure 
= Order taking flow system 
» Handling different situations at the restaurant 
» suggestive selling techniques being followed there 
e Note down the information in your notepad. 
e Prepare a report after the visit and discuss it in class. 


Check Your Progress 
A. Match the Columns 


(i) Table d’hote (a) Suggesting olives, bread, 
starters, appetisers, side 
orders, desserts, coffee, etc. 

(ii) Suggestive (b) Menu of limited choice, 

selling is planned in advance for 
specific functions 


(iii) Appetisers (c) Add sweetness to foods, and 
are often a low-to-no-calorie 
sugar substitute for sugar 


(iv) Sweeteners (d) Salad 


B. Subjective Questions 


1. Define a la carte and table d’hote menu. 
2. Write the procedure for taking down F&B order. 


3. Explain the procedure for placing an order at the bar 
and kitchen. 


4. Define triplicate and duplicate checking method. 


5. Differentiate between suggestive selling, up-selling and 
proactive selling. 
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SESSION 3: SERVICE OF F&B ORDER 


Collecting order from kitchen 
and service of food 


Once an order is placed in the kitchen and the cutlery is 
set on a guest’s table, pick up hot and cold dishes from 
the kitchen. Check for the sequence of serving the food 
as per the order. 


Table 4.3: Points to be looked into before leaving the kitchen 


Check if the food is warm enough. 


Clean CCG and Always check that the CCG and napkins are clean before presenting 
napkins them to the guests. Check the food baskets for grease spots, spilt 
food, etc. 


run out, immediately inform the authorities concerned. 
out drinks must be fresh and attractive. 

are going out cold, not warm or cool, but cold. 
Bring necessary Ketchup, vinegar, hot sauce, etc., must be placed on the table before 
condiments before | the actual order arrives. 


the order 


Check back after few minutes to ensure that everything is perfect. 
Do not say, “Is everything okay?” Guests hear this often. It sounds 

Check back ae ia 
meaningless. Say something like “How is your burger, sir or madam? 
Be polite, specific and sincere in wanting to know the answer. 


If the customer Follow these steps. 

is not satisfied or e Apologise to the customer immediately and remove such items. 
there is something e Call the manager. The management will take necessary steps, 
wrong at the table, making sure that the problem is corrected and that the customer 
i.e., a cracked is satisfied. 

glass, a foreign 

body in the food, 

or half-cooked 

food, etc. 


Food items must be covered at all times. 


Thumb rules for service of F&B order 





e Beverages must be served first. Always serve 
beverages from the right side of the guest. 
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e Refilling the guest’s plate with food is important. NOTES 
Hence, an F&B service attendant must offer to 
do so as soon as the person observes that the 
plate needs to be replenished. The guests need 
not have to ask for it. 

e Before serving food, the waiters must ensure that 
the cover is appropriate. If it needs to be changed, 
then it must be done before the food is brought to 
the table. This must be done discreetly, ensuring 
minimum intrusion and disturbance to guests 
sitting in the restaurant and with minimum 
cluttering. The order must be announced before 
the service. 

e Pre-plated service must start from the right-hand 
side of the guest. 

e Once the food is placed, the covers must be 
organised if the tableware is disturbed. 

e Platter-to-plate or silver service must be done 
from the left-hand side of the guest. 

e One must always ask the guest if the food meets 
the expectation. 

e Before removing anything from the table, the 
person must seek the guest’s permission. 


Taking dessert and after-dinner drinks order 


While taking dessert order, say: 
‘Would you like to see the dessert menu, sir or madam? 
We have some excellent dessert options.’ 
or 
‘Would you like to have our special signature dessert?’ 


While taking order for coffee, tea and liquor, say: 

‘May I bring you some tea or coffee, sir or madam?’ 
or 

‘Would you like to have some mint or green tea?’ 


Thumb rules for clearance 


e Clear used plates from the right-hand side of 
the guest. 

e Clear the plates once the guests are finished with 
the meal and there is no further order. 
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Placing knife and fork together across the plate is 
an indication for having finished with the meal. 
Ensure that all dishes are cleared from the table. 
Remove unused cruet set, butter dish and bread 
boat from the table. 

Do not remove the bud vase, ashtray and glasses 
from the table. 

Place all dirty plates in the dish washing area, 
except the cruet set. 


Thumb rules for crumbing 


Crumbing is the removal of spills or crumbs on 
the table after the guest finishes with the meal or 
the main course, prior to the dessert being served. 
It is carried out by a crumbing spade and brush 
on a B&B plate with a waiter’s cloth and a B&B 
knife, which is used to pick up gravy that might 
have spilt on the tablecloth. 

Crumbing is done from the guest’s left-hand side. 
It involves holding the plate in the left hand 
just under the tabletop and gently sweeping the 
crumbs on to the plate with the help of a napkin 
or brush. 

Stains on the table cloth can be covered with a 
clean white napkin. 

Open the dessert spoon and fork if placed on 
the table. 


Thumb rules for serving tea or coffee 


A cup, saucer and spoon must be placed before 
the guest with the cup’s handle pointing to the 
guest’s right hand and the spoon at an angle. 

A tray or salver is set with coffee or tea pot, hot 
water pot, milk or cream or lemon slices, white or 
brown sugar and carried in the server’s left hand. 
Tea or coffee is, then, poured from the guest’s 
right-hand side up to lcm of the brim of the cup 
or mug, or the guest is allowed to pour tea and 
coffee if one wishes to do so. 
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e Milk, if required, is poured in the same way. 

e A small pot containing sugar cubes is placed on 
the table for the guest’s use. 

e Tea and coffee pots are left on the table to the 
right of the guest. 


Thumb rules for farewell 


e Farewell is as important as welcoming the guest. 
Assist the guest in pulling out the chair. 

e Thank the guest for visiting the restaurant, and 
say, “We look forward to welcoming you to the 
restaurant again,” or “We hope that you visit 
us soon”. 


Handling CCG while carrying order 


An F&B service attendant or server is responsible for 
carrying the dishes to the table and clearing it once the 
guest has finished with the meal, which involves the 
person to remove glassware, crockery and cutlery pieces. 
Performing such a task needs practice. The server must 
have knowledge of the procedures to be followed for 
clearing and carrying the items. For handling hot and 
cold food or while carrying the dishes, the server must 
use a clean service or waiter’s cloth. Service cloth helps 
maintain personal hygiene during work by protecting 
the food from spilling on to the server’s or waiter’s 
clothes and also provides protection to the person’s 
hands against burns from hot dishes and plates. 


Loading a food tray 


e Firstensure thatthe tray is clean and dry. One may 
cover the tray with a piece of cloth to help prevent 
the dishes, containing food items, or glasses filled 
with drinks from skidding or slipping. The cloth 
used for covering the tray must be clean and not 
have any stain or unpleasant spot. 

e Place the tray on the table carefully, ensuring 
that the dishes do not stick out over the edge of 
the counter or table. 

e Never carry the tray with two hands or just by the 
edge or rim. 
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e Always sit the drinks’ tray on the left-hand side so 
that the person is able serve with the right hand. 

e Carry the tray with the left hand spread flat under 
the tray. 

e Use the right hand to balance the tray if the F&B 
service attendant feels losing control. 

e When loading the tray, load similar sized items 
together so as to help prevent the items from 
slipping and falling. Also, similar sized items 
occupy less space. 

e Place the heaviest glasses in the middle of the 
tray to ensure that the weight is balanced evenly, 
making the tray easy to carry. 

e Place the tallest glasses at the back, nearest to 
your body. 

e Place small or light glasses around the edge of 
the tray. 

e Spouts of teapots, water jugs, etc., must be turned 
towards the centre as they occupy less space and 
also prevent the person carrying the tray from 
scalding in case hot liquids spill. 

e Never load wine bottles and glasses together on 
the tray. 


Carrying the food tray 


There are several positions for carrying a tray 
(Table 4.4). 


Table 4.4: Methods for carrying a food tray 





Method 1 Method 2 Method 3 
Low carrying position High carrying position Hand and arm position 


1. This method is, generally, 1. Grip the side of tray 1. Position the tray length- 


used for serving hot with one hand. wise onto the forearm and 
beverages like tea and support by holding it with 
coffee. the other hand. 

2. The carrying hand is placed 2. Place the other hand 2. This is the most suitable 
below the surface of the under the centre of the way to carry a loaded tray 
pick-up point. tray and lift it. This after clearing the table. 


method leaves one 
hand free to open the 
doors and protect the 
tray and the server. 
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3. Grip the tray with your 3. Thetray must be organised 
so that the heaviest items 
are the nearest to the 
carrier. This helps to 
balance the tray. 


non-carrying hand and 
slide it onto the palm of 
your carrying hand. 


4. The tray is transported at 
waist level and held close 
to the body. 


5. Low carry method can also 
be used when carrying a 
salver of small items. 


Tips 

e The hand and arm position must be most suitable 
for clearing tables. 

e When lifting a loaded tray off the floor, (e.g., room 
service tray), bend the knees and keep the back 
straight. This prevents back injury. 

e Carry a stack of plates in both the hands and not 
on the tray as it would be too heavy to carry safely 
without dropping the plates. 


Unloading the tray 


e Carefully place the tray on the counter or table. 

e Unload the items from the tray carefully, without 
upsetting the balance. 

e If a person is unloading the tray in a wash-up 
area, then one must place the items in correct 
places to minimise breakage. 

e Prevent wastage by sorting 
the items, scraping waste food 
into the swill bin and ensuring 
that glasses, etc., do not go into 
the bin. 


Techniques of holding a plate 


e Pick up a plate with one hand 
and transfer it to the second. 

e Hold the first plate between 
the thumb, index and middle (a) 





(b) 


fingers of the left hand. Fig. 4.13 (a and b): Methods of holding a tray 
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Place the second plate above the first, supporting 
it with the fourth and little fingers the base of the 
thumb and forearm. 

Move the plate and adjust the finger positions 
until confident that the plate is secure. 

Carry the third plate in the right hand. 


Points to remember while handing (carrying, 
loading and unloading) the tray 


Trays and salvers must be of anti-skid variety or a 
cloth must be placed on them to prevent slipping 
of crockery. 

Always use clean trays and salvers while serving 
at the tables. 

Practise carrying loaded trays and salvers as this 
makes a person confident of doing the job. 

Keep the salvers away from the guests while 
serving on the table. 

One also needs to master the skill of lifting and 
bringing down trays to and from the shoulder. 
Salvers must always be carried on one arm, 
whereas, trays are carried either with both the 
hands or over the shoulder. 

While loading the tray, make sure that glasses 
filled with drinks do not touch each other as they 
may skid and wobble during movement. 

One must use one’s fingertips to hold the tray 
while going towards the table, then lower the 
tray to abdomen level as the person removes the 
glasses filled with drinks. 

A simple “May I hand over this to you?” or “Here’s 
your mug of xyz, sir or madam” works well. 

One can set a full tray down on an adjoining 
vacant table when necessary. It is not professional 
though preferred to prevent a mess, and hence, 
an embarrassment. 

One must be aware of wet floor sign, and also 
have Knowledge about the location of broom, 
dustbins and towels. So, if a person happens to 
accidentally drop a food item or drink from a tray, 
then one can easily access the above mentioned 
things rather than frantically looking for them. 
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If one accidentally spills food or drink on a 
guest, one must apologise immediately and offer 
towels and tissue papers for cleaning. Also, one 
must inform the manager immediately so that 
appropriate measures to calm the situation can 
be taken. 


Set the table for each course before serving 


The F&B service staff member, server or waiter is 
responsible for the maintenance of a ‘station’ or setting 
of tables before performing the actual service. The 
waiter sets up the tables with all equipment required by 
the guests for a meal before the service actually starts. 
The supervisor or manager checks the setting and the 
equipment (positioning and cleanliness). 


Equipment needed for table setting 


Table 

Tablecloth 

Napkins 

Cutlery 

Flatware 

Hollow-ware 

Glassware and crockery for food service 


Steps for table setting 


Arrange the tables and chairs, and see to it that 
they do not wobble. 

Ensure that the tables and chairs are cleaned 
after every service. 

Check if the baize is in position. 

The standard height of a restaurant table is 
30" and that of a chair is 18" from the bottom to 
the seat. 

Lay the tablecloth squarely with its centre-fold 
forming a clean line down the middle of the table. 
It must have a fall of 9-12" on all sides. Ensure 
that the tablecloth and linen are clean and ironed. 
Crockery, cutlery, flatware and glassware to be 
placed on the cover of the table must be clean. 
Cover is the space required for placing all silver, 
China, glasses and linen for one person. The 
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standard size of a cover in a specialty restaurant 
is 24" by 18" and 22" by 15" in a coffee shop. 
Silverware is placed on the table from outside 
to inside. Only silverware needed for a meal is 
placed on the cover. 

Knives and spoons are placed on the right of 
the cover, whereas, forks are placed on the left. 
In exceptional cases, the position of forks and 
spoons may interchange, for example in case of 
spaghetti, noodles, omelet, etc. However, knives 
must never be placed on the left of the cover. 
Silver and glassware must be brought from the 
sideboard on a salver but never with bare hands. 
They must be handled using a waiter’s cloth. 
Silver must be handled only with their handles 
and never on the blades. Similarly, hold glass 
items at their base and never on the bowl. 

Not more than three knives can be placed on 
the cover. 

The water glass must be placed on the tip of the 
large Knife. 

The butter dish is placed adjacent to the centre 
accompaniments, i.e., bud vase and cruet set. 
Place the butter knife alongside the butter dish. 
A napkin is placed at the centre of the cover in 
an attractive fold. Tall folds are meant for dinner, 
whereas, flat and short folds are for lunch. 

All silver and crockery pieces are placed half an 
inch away from the edge of the table. 

A quarter plate is placed on the left of the cover 
with the restaurant’s logo facing the customer. A 
side knife is placed on this plate with its cutting 
edge facing away from the cover. 

Lay covers exactly opposite to one another. 

The logo on the centre accompaniments must 
face the main door. 

All plates placed for service must have the 
restaurant’s logo facing the customer. 

The cutting edge of all knives must face the same 
direction, i.e., inwards, towards the cover with 
only the side knife on the left facing away from 
the cover. 
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e When the order is long, lay up the main course 
and after the clearance of the main course, bring 
cutlery needed for subsequent courses from the 
sideboard. 

e For every piece of silverware placed on the right 
of the cover, there needs to be something on the 
left. The general exception to this rule is the soup 
spoon, although there are some classical hors 
d’oeuvre (appetiser dish), which needs special 
Services. 

e Tea and coffee spoons are always passed with 
cups and never placed on the cover. 


A la carte setting 


In ala carte setting, different types of cutlery are placed, 
depending on what the customer has ordered, for 
example a soup. All cutlery pieces that are not required 
as per the customer’s order must be removed from the 
table. An a la carte table or place setting includes the 
following items. 

e Napkin or serviette 

e Fish knife and fork 

e Side or B&B plate 

e Side or B&B knife 

e Base or show plate 

e Water goblet 

e Wine glass 

e Salt and pepper shakers 

e Flower vase 

e Place card 

e Ashtray 


Table d’hote or place setting 


It refers to a full place setting used in restaurants that 
have a set menu. In this case, the place setting is laid up 
with cutlery for all courses or menu items. The following 
are placed for table d’hote setting. 

e Side plate and knife 

e Fish fork and knife 

e Meat fork and knife 

e Serviette 
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e Soup spoon 

e Dessert fork and spoon 

e Water glass or goblet 

e White wine glass 

e Red wine glass 

e Dessert wine glass 

e Salt and pepper shakers + mustard (or other 
table condiments like sugar and butter) 

e Flowers, place card or table numbers 


Correcting the cover 


A cover is a place setting at a table. When a customer 
places an order, one might need to change the setting. 
For example if the customer orders a soup, add a soup 
spoon to the setting, or if the customer orders steak, 
replace table knife with steak knife. This is called 
‘correcting the cover’. 


Placement of cutlery 


Think of the order the food comes out in — first the 
entrée, then the main course. The customer uses cutlery 
on the outside first. So, place the entrée cutlery outside 
the main cutlery. 


Provide glassware and service ware 


Depending on what the customer has ordered, one 
may need to provide more glassware and service ware 
(utensils to serve food) during the meal. 


Glassware 


Most set tables have a wine glass and perhaps a water 
glass. Once the customers have ordered drinks, one 
may need to remove the glasses that are not needed. 


Service ware 


Knowledge and training in using the appropriate 
servicing cutlery or crockery are needed. Thus, a side 
dish of vegetables would need a fork and spoon to be 
served and a sauce or gravy may be served in a sauce 
or gravy boat. 
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Sell after-dinner items 


When the guest finishes with the dinner, suggestive 
selling of after-dinner items can be done by the waiter. 
Such items include dessert, coffee, cigars, etc. 


Serving alcoholic beverages 


Alcoholic beverages are served in the bar of a 
restaurant. The bar area is one of the meeting 
points for the guests to sit and discuss social 
and personal issues. Bar tenders must be 
equipped with the necessary skills, for example 
technical, product knowledge and social skills, 
and be able to work as a team in order to meet 
the needs of the guests. Alcoholic drinks can 
be classified into five categories and are served LSA.. 
according to the bar’s agreed standards or the Fig, A IA Dkk E nust possess 
guests’ request (for example coffee as espresso, the necessary social and technical 
or whiskey as whiskey on the rocks). skills required for the job. 
Table 4.5: Classification of alcohol 


Alcoholic 
beverage 


Wine Still, sparkling, fortified (for example, sherry, port, madeira) 
or aromatised 





Beer Ales, lagers, stouts, cider and perry 

Distilled Vodka, gin, rum, whiskey, brandy and others served 
spirits straight with water, ice, within cocktails or specialty coffees 
Liqueurs With fruits, citrus, herb, kernel, flower, cream, berries — 


best served either straight or with ice within cocktails or 
specialty coffees 


Serving aperitifs 


Aperitif refers to a drink, usually containing alcohol, 
served before a meal. The service of popular bar drinks 
is shown in Table 4.6. 

Table 4.6: Popular drinks served in a bar 


| Drink name_ Serving procedure of drinks 


Brandy No additions to good brandies; popular mixers for lesser 
brandies are lemonade or peppermint with ice 
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Gin 


Liqueurs 


Vermouths 


Aerated 
waters 
(e.g., cola) 


Fruit juices 


Vodka 


Whiskey 
Wine 


White rum 





Fig. 4.16: Serving cocktails 





Angostura bitters and ice (pink gin) with tonic water or bitter 
lemon together with ice and a slice of lemon or lime 
May be served naturally or with crushed ice as frappe 


With ice and a slice of lemon or lime, or sometimes with 
lemonade; dry vermouths may alternatively be served with 
olives, sweeter vermouths with a cocktail cherry 


Served chilled or with ice and a slice of lemon, lime or orange; 
sometimes served with cordials, which are sweet drinks having 
fruit flavours 


Served chilled or with lemonade, tonic water or sparkling 
mineral water; also served with ice and a slice of lemon, orange 
or other fruit 


Tonic water or lemonade, ice and a slice of lemon or lime; 
orange cordial, ice and a slice of orange; lime cordial, tomato 
juice, ice, aslice of lemon and Worcestershire sauce sometimes, 
with salt offered and also celery sticks 


Natural or with water (often chilled mineral water), with ice or 
dry ginger or soda water 

By the glass; and sometimes, for white wine, with soda water 
or sparkling mineral water or lemonade, as spritzer 


Natural with ice or cola, ice and a slice of lemon or lime 


Serving cocktails 


Cocktails must be served chilled in appropriate glasses 
with the required garnish, straw and umbrella, according 
to the policy of an establishment. Many cocktails are 
served in traditional V-shaped cocktail glass but if the 
cocktail is a long drink, then a larger glass, such as a 
highball is suitable. There are four methods of making 
cocktails. 


Table 4.7: Methods of making cocktails and examples 





Shaken Whiskey sour 
Stirred Dry martini 
Built or muddled Mojito 
Layered or poured B52 


The presentation of a cocktail is paramount. It must 
match the description of the cocktail. It important, 
especially, if it is one of the classic and internationally 
known cocktails. The guest needs to feel that the 
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cocktail has been especially made for the person. The 
following points must be taken into account while 
preparing cocktails. 

e The ice used must always be clear and clean. 

e Use ice cubes in a shaker as crushed ice can 
block the strainer. 

e Do not overfill the cocktail shaker. 

e Never shake effervescent drinks. 

e To avoid spillage, do not fill glasses to the brim. 

e Serve the cocktail chilled. 

e To shake, use short and snappy actions. 

e Always place ice in the shaker or mixing glass 
first, followed by non-alcoholic, and then, alcoholic 
beverages. 

e Stir briskly until the blend is cold. 

e As a general rule, the mixing glass used 
for cocktails is based on liqueurs or wines 
(clear liquids). 

e Shakers used for cocktails may include fruit 
juices, cream, sugar and similar ingredients. 

e When egg white or yolk is an ingredient, break 
the egg into separate containers before use. 
Boston shaker must be used in case egg white is 
being used. 

e The glass, in which the cocktail is to be served, 
must be garnished only after the cocktail has 
been made. 

e Always measure the ingredients. Inaccurate 
amount spoils the balance of the blend and, 
thereby, its taste. 

e Never use the same ice twice. 


Serving spirits 


Due to high alcohol content, spirits are often served with 
a mixer, for example ginger male, tonic, soda, lemonade, 
Coca-Cola, juice, etc. Popular combinations of spirits 
and mixers include gin and tonic, vodka and orange, 
rum and coke, whiskey and soda, etc. While serving any 
of these drinks, Keep the following into account. 

e Select an appropriate glass for serving a drink. 

e Check whether ice or lemon is requested or 

required. If so, place it in the glass. 
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e Pour spirit into the glass as per the specified 
measure. 

e Select and open the mixer. 

e Carry the glasses and mixers on a tray. 

e Place mixed drinks on the table on a coaster. 

e Pour the mixers for the guest. 

e Remove the empty mixer bottles from the table. 

e Serve extra ice, if requested. 


Serving sodas 


All sodas may be served chilled with or without ice. They 
may be served in a range of glasses, for example long 
glasses, i.e., slim jim, zombie or highball, depending 
on the policy of a restaurant or bar. They may also 
accompany other drinks as a mixer, e.g., whiskey and 
ginger ale, gin and tonic, vodka and bitter lemon, rum 
and Coca-Cola. 


Serving wines 


A wine waiter must be aware of all wines listed in the 
menu card. The person must also have knowledge of 
the dish complementing a particular wine. The person 
must be able to suggest wines to the guests. Once the 
wine order has been received, present the wine bottle 
before a guest to check if that is the bottle one wants to 
be opened. Allow the guest to taste the wine to assess 
its quality and determine that the serving temperature 
is appropriate. If a different wine is to be served, the 
glasses must be placed accordingly on the table. Wine 
is served before the food in the same way as mentioned 
above. 


Key principles of wine service 


e The wine waiter must be able to describe the 
wines and their characteristics to the guests. 

e Always serve wine before food. Avoid delay in 
serving food once wine has been served. 

e Serve wines at their respective appropriate 
temperatures. It is better to tell the guest that the 
wine is not at the right temperature for service, 
rather than resorting to quick heating or cooling 
method as it can spoil the taste of the wine. 
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e While pouring wine in a glass, the neck of the NOTES 
bottle must always be over the glass but not 
resting on its rim. Care must be taken to avoid 
spillage. When pouring is complete, the bottle 
must be twisted and raised as it is removed. This 
prevents wine droplets from spilling on to the 
tablecloth or on the guest’s clothes. Any drop on 
the rim of the bottle must be wiped with a clean 
service cloth or napkin. 

e Do not overfill the glasses. Fill the glasses to 
the widest part of the bowl or to two-thirds, 
whichever is lesser. Sparkling wine served in 
a flute is, usually, filled to about two-thirds to 
three-quarters. 

e Avoid unnecessary topping up. It does not sell 
more wine and often annoys the guest. Another 
reason for being cautious about topping up wine 
glasses is that the guest may be driving back 
home. If the wine glass is constantly topped up, 
the guest may not notice how much the person is 
consuming. In general, it is preferable to ask the 
guest before topping up the wine. 


Serving champagne and sparkling wine 


These are served chilled. Sparkling wine must be served 
in flutes or tulip-shaped glasses from the right-hand 
side of the guest. It must be noted that the glass must 
be lifted from the table in a way that the wine is poured 
easily. This also helps reduce frothing of the wine. 

e Open a bottle only after seeking the guest’s 
permission. 

e The neck of the bottle must be kept in a manner 
that it points towards a safe area in the restaurant 
during opening. The cork must not be released 
suddenly as it can hit the guests. 

e The thumb must be held over the cork with rest of 
the hand holding the neck of the bottle. 

e The foil around the top of the cork is separated 
from that around the neck of the bottle by pulling 
on the tab on the foil. Alternatively, a wine knife 
may be used to cut the foil. Remember the foil is 
not removed. 
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e The wire cage is untwisted and is carefully 
loosened but not removed. 

e Then, holding the cork and cage in one hand, 
with the thumb still over the top of the cork, the 
bottom of the bottle must be twisted with the 
other hand to slowly release the cork. 


Table 4.8: Serving temperatures for wines 





Red wine 15.5-18 °C (60-65 °F); some young red 
wines may also be served at about 12.5- 
15.5 °C (55-60 °F) 


White wine 10-12.5 °C (50-55 °F) 
Dessert wine, 4.5-10 °C (40-50 °F) 
champagne and 

sparkling white 

wines 


Serving beer 


Beer must be served at a temperature of 12.5-15.5 °C 
(55-60 °F), with lagers, generally, cooler than other 
varieties at 8.0-10.5 °C (48-51 °F). Many varieties of 
bottled beer are also served chilled. Draught beer, on 
its route from the keg or cask to the pump, often passes 
through a chilling unit. 


Type of beer glasses 


The increasing sale of beer consumed along with meals 
and snacks in restaurants and bars has promoted the 
use of different type of glasses. Beer glasses must be 
spotlessly clean with no fingerprints, grease or lipstick 
stain. Pouring beer into a dirty glass will make it go 
flat quickly. The main types of beer glass used are as 
follows. 

e Half pint or pint tankards for draught beer 

e Pint tumblers for draught beer 

e Tumblers for bottled beer 

e Short-stemmed 34.08 cl (12 fl oz) beer glass for 

Bass, Worthington or Guinness 
e Lager glass for lagers 
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e Paris goblets in various sizes, including 22.72, 
28.40, 34.08 cl (8, 10, 12 fl oz) for brown pale or 
strong ales 


Serving liqueurs 


Liqueurs (Sweetened and flavoured spirits) may be 
served from a liqueur trolley at a table. A wine butler 
needs to present the trolley immediately after dessert 
to ensure that the liqueurs required will be presented 
on the table by the time coffee or tea is served.The wine 
butler must have knowledge of liqueurs, their bases and 
flavours, and mode of service. Traditionally, all liqueurs 
were served in an Elgin-shaped liqueur glass but many 
alternatives have come up nowadays. If a guest asks for 
a liqueur to be served as frappé, for example Creme de 
Menthe frappé, it is served on crushed ice and a larger 
glass is needed for it. The glass must be filled two-thirds 
with crushed ice, and then, the liqueur is poured over 
the ice. Two short drinking straws must be placed into 
the glass before the liqueur is served. If someone requests 
for a liqueur to be served with cream, for example Tia 
Maria with cream, then the cream is slowly poured over 
the back of a teaspoon to make it settle on the top of 
the selected liqueur. The basic equipment required on a 
liqueur trolley are as follows. 

e Assorted liqueurs 

e Assorted glasses — liqueur, brandy or Port 

e Draining stand 

e 25 and 50ml measures 

e Service salver 

e Jug of double cream (for topping drinks, 

such as Tia Maria) 
e Teaspoons 


e Ice 
e Drinking straws (short stemmed) 
e Cigars 


e Matchsticks 

e Cigar cutter 

e Wine list and check pad 

Other items served from the liqueur trolley include 
brandies and fortified (liqueur) wines, such as Port 
or Madeira. 
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Activity 1 


Plan an activity to know about picking an order from the kitchen 
of a restaurant. 


Material required: pen, pencil, notepad, etc. 


Procedure 

e Divide the class into groups each having five students 

e Ask one group to perform the procedure of picking an 
order from the kitchen of a restaurant. 

e The other groups will note down the mistakes committed 
by the first group as it demonstrates picking up the order 
from the kitchen and discuss the corrections that can 
be made. 

e The activity is repeated by the other groups as well. 


Activity 2 


Visit a sales or hospitality establishment and note down the 
following activities. 

e Table setting before the service actually starts 

e Serving standards at the table 

e Handling a dissatisfied guest 


Material required: pen, pencil, notepad, etc. 


Procedure 
e Visit a hotel in your area. 
e Talk to the manager and find out the food and beverage 
service practices being followed there. 
e Observe and note down the following information in your 
notebook. 
= Table preparation before begins the actual service 
» serving standard at the table 
a Handling a dissatisfied guest 
e Prepare a report after the visit and present it before 
the class. 


Check Your Progress 


A. Match the Columns 





(i) Cover (a) Sweetened and flavoured 
spirits 
(ii) Liqueurs (b) Place setting at a table 
(iii) Beer serving (c) 15.5-18 °C (60-65 °F) 
temperature 
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(iv) Red wines (d) 12.5-15.5 °C (55-60 °F) 


(v) Pre-plated service (e) Served from the right- 
hand side of a guest 


B. Subjective Questions 


1. Write in brief the procedure of handling CCG. 

2. Explain the procedure for collecting an order from 
the kitchen. 

Describe the key principles of wine service. 

4. Explain different methods of carrying a food tray. 


> 
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